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%XFFLKDYHSURYHQWKDWLPSOHPHQWDWLRQRIOHDQLQWKHVHUYLFHVHFWRUKDVLPSURYHGWKHIORZRISURFHVVUHGXFHG
ZDVWHDQGDGGHGYDOXHIRUFXVWRPHUV
/HDQWKLQNLQJLVDERXWXQGHUVWDQGLQJWKHSKLORVRSK\ZKLFKLVWRFRQWLQXRXVO\ILQGZD\VWRUHGXFHZDVWHE\DSSO\LQJ
OHDQ WRROVDQGWHFKQLTXHIRUFXVWRPHUVDWLVIDFWLRQ5DGQRU	2VERUQH6FKLHOH	0F&XH 7KH OHDQ
SKLORVRSK\ VKRXOG EH HPEHGGHG LQ PDQDJHU¶V DQG HPSOR\HH¶V PLQGV VR WKDW WKH LPSURYHPHQW FDQ EH GRQH
FRQWLQXRXVO\+DPLG3XYDQDVYDUDQ7KHLPSOHPHQWDWLRQRIOHDQPDQXIDFWXULQJFRQFHSWLQVHUYLFHJDLQ
PDQ\EHQHILWVLILWLVVXFFHVVIXOO\WUDQVIHUUHGDFFRUGLQJWRWKHFRQGLWLRQDQGQDWXUHRIVHUYLFHHQYLURQPHQWHVSHFLDOO\
WKHSXEOLFVHUYLFHZKLFKKDVLWVRZQVHDWHGFXOWXUH7KHIRFXVVKRXOGEHJLYHQRQWKHFKDQJHSURFHVVVRWKDWHYHU\RQH
FDQDFFHSWWKHFKDQJHLQWROHDQDQGZLOOFRQWLQXRXVO\LPSURYHLQWKHLUGDLO\ZRUNV

/HDQLQVHUYLFHFRQWH[W

$URXQGVDVOHDQPDQXIDFWXULQJEHFRPHPRUHSRSXODUHIIRUWVKDGEHHQPDGHWRH[SRVHH[DPSOHVRIOHDQ
PHWKRG XVHG  LQ VHUYLFH DQG WKH WHUP µOHDQ VHUYLFH¶ VWDUWHG WR EH XVHG LQ OLWHUDWXUH 6XiUH]%DUUD]D 6PLWK 	
'DKOJDDUG3DUN4X0DDQG=KDQJGHILQHOHDQVHUYLFHDVWKHDSSOLFDWLRQRIOHDQWKLQNLQJLQWKHVHUYLFH
LQGXVWU\7KHSURFHVVWKDWLVQRWSURGXFLQJDFKDQJHLQSK\VLFDOSURSHUWLHVDQGVKDSHRIPDWHULDOVLVFRQVLGHUHGDVD
VHUYLFHSURFHVV:HL/HDQVHUYLFHLVUHTXLUHGWRHOLPLQDWHWKHVHUYLFHSURFHVVZDVWHVRWKDWWKHFRVWFDQEH
UHGXFHGDQGEHWWHUVHUYLFHVFDQEHSURYLGHGDVUHTXLUHGE\WKHFXVWRPHUV4XHWDO

2.1 Lean concept and principles in services 

7KH SULQFLSOHV RI OHDQ ZKLFK KDV EHHQ GLVFXVVHG E\:RPDFN DQG -RQHV  FDQ EH DSSOLHG QRW RQO\ LQ
PDQXIDFWXULQJEXWDOVREHXVHGLQVHUYLFHFRQWH[W7KHSULQFLSOHVDUH$EGL6KDYDULQL+RVHLQL	0RKDPPDG
&DUOERUJ.LQGVWU|P	.RZDONRZVNL'DPUDWK
x 9DOXHVSHFLI\LQJDQGLGHQWLI\LQJWKHYDOXHWREHGHOLYHUHGWRWKHFXVWRPHUVDFFRUGLQJWRZKDWWKH\DFWXDOO\
ZDQW
x 9DOXH6WUHDPGHILQLQJDQGRSWLPL]LQJYDOXHFKDLQE\LGHQWLI\LQJDOODFWLYLWLHVWKDWDGGYDOXHDQGDFWLYLWLHVWKDW
DGGQRYDOXHEXWFDQEHDYRLGHGDQGFDQQRWEHDYRLGHG
x )ORZPDNLQJWKHIORZLVQRWUHDOO\DSSDUHQWLQWKHVHUYLFHSURFHVVEHFDXVHWKHVHUYLFHVDUHXQDEOHWREHVHHQDV
DSK\VLFDOSURGXFWEXWWKHSULQFLSOHRIIORZFDQEHXVHGLQWHUPVRISURGXFHDIORZRIWKHVHUYLFHSURFHVVE\
PLQLPL]LQJVWRSSDJHDQGGHOD\
x 3XOOUHVSRQGLQJDQGSURYLGLQJVHUYLFHEDVHGRQFXVWRPHU¶VGHPDQG0RVWRIWKHVHUYLFHVFDQQRWEHSURYLGHG
EHIRUHWKHFXVWRPHUUHTXHVW
x 3HUIHFWLRQVWULYLQJDQGSXUVXLQJIRUSHUIHFWLRQWRREWDLQVHUYLFHH[FHOOHQFHE\FRQWLQXRXVO\LPSURYHDQG
IXOILOOLQJFXVWRPHU¶VQHHG

:DVWHUHPRYDOLVRQHRIWKHLPSRUWDQWDVSHFWVLQOHDQSKLORVRSK\LQZKLFKVKRXOGDOVREHIRFXVHGLQVHUYLFH6HYHQ
W\SHVRIZDVWHLQVHUYLFHFRQWH[WDUH'DPUDWK
x 2YHUSURGXFWLRQRXWSXWVRIVHUYLFHSURGXFHGH[FHHGFXUUHQWQHHG
x :DLWLQJGHOD\RQFRPSOHWLQJVHUYLFHRXWSXW
x 0RWLRQXQQHFHVVDU\PRYHPHQWRISHRSOHLQVHUYLFHDUHDVZLWKDSRRUOD\RXW
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x 2YHUSURFHVVLQJDGGLQJXQQHHGHGSURFHGXUHVRQVHUYLFHSURFHVVHV
x ,QYHQWRULHVH[FHVVZRUNLQSURFHVVVXFKDVTXHXHVDQGSHQGLQJUHTXHVW
x 7UDQVSRUWXQQHFHVVDU\PRYHPHQWRIPDWHULDODQGLQIRUPDWLRQ
x 'HIHFW(UURUPLVWDNHLQDQ\VHUYLFHSURFHVVHVVXFKDVHUURULQGDWDHQWU\

/HDQLPSOHPHQWDWLRQLQSXEOLFVHUYLFH

3XEOLF VHUYLFH RUJDQL]DWLRQV KDYH FRPH XQGHU LQFUHDVLQJ SUHVVXUH WR LPSURYH HIILFLHQFLHV DQG GHOLYHU TXDOLW\
VHUYLFHVWRWKHLUFXVWRPHU$JXV%DUNHU	.DQGDPSXOO\$VWKHELJJHVWHPSOR\HUJRYHUQPHQWKDVWRPRYH
HIIHFWLYHO\DQGVKRXOGQRWRQO\UHO\XSRQWKHQXPEHURIFLYLOVHUYDQWRQO\EXWWKH\VKRXOGIRFXVRQLQFUHDVLQJWKH
TXDOLW\DQGSURGXFWLYLW\DQGDOVRUHGXFLQJWKHKLJKFRVWRIPDQDJHPHQWH[SHQVHV,QRUGHUWRFRSHZLWKWKHQHHGWR
LPSURYHSHUIRUPDQFHZKLOHUHGXFLQJFRVWVJRYHUQPHQWDJHQFLHVGLVFRYHUHGWRXVHOHDQPDQDJHPHQWSUDFWLFHVZKLFK
DUHPRVWO\XVHGLQSULYDWHRUJDQL]DWLRQ*HEUH+DOOPDQ0LQXNDV	2¶%ULHQ+RZHYHU5DGQRUDQG2VERUQH
 UHYHDOHG WKH DFWXDOLW\ RI VXFFHVVIXO LPSOHPHQWDWLRQ LQ SXEOLF VHUYLFH LV MXVW RQH HDV\ VXFFHVV EXW ODFN RI
VXVWDLQDELOLW\%DVHGRQ0F.LQVH\SXEOLFVHFWRUWUDQVIRUPDWLRQDOFKDQJHVXUYH\GRQHRQSXEOLFVHFWRUOHDGHU
RQO\  DFKLHYH IXOO LPSDFWV IURP WKH WUDQVIRUPDWLRQ HIIRUWV *HEUH HW DO.  $OWKRXJK OHDQ KDYH EHHQ
LPSOHPHQWHGLQSXEOLFVHUYLFHRUJDQL]DWLRQVIRU\HDUVWKHLPSURYHPHQWVPRYHUHDOO\IDVWDQGHQGGXHWRIDFWWKDWWKH\
MXVWLPSOHPHQWLWRQWKHLVRODWHGDQGVPDOOSURMHFW7RHQVXUHWKHVXVWDLQDEOHLPSURYHPHQWOHDQPDQDJHPHQWVKRXOG
EHLPSOHPHQWHGLQZKROHRUJDQL]DWLRQWRSURGXFHPRUHLPSDFWE\FKDQJLQJWKHZD\PDQDJHUVPDQDJHDQGWKHZD\
HPSOR\HHVGRWKHMRE*HEUHHWDO  

3.1 Challenges in lean implementation 
   
6HUYLFHFRPSDQLHVH[SHULHQFHGPDQ\SUREOHPVDQGFKDOOHQJHVVXFKDVWRRIRFXVRQOHDQWRROZRUNVKRSEXWODFN
RIXQGHUVWDQGLQJRQWKHNH\SULQFLSOHDQGWKHLPSDFWRISXEOLFVHFWRUFXOWXUH5DGQRU	2VERUQH2YHUUHOLDQFH
RQOHDQWRROVZLWKRXWIRFXVLQJRQXQGHUVWDQGLQJWKHSULQFLSOHDQGGHYHORSPHQWRIOHDQWKLQNLQJIURPWKHEHJLQQLQJ
RIWKHLPSOHPHQWDWLRQZLOOQRWHQVXUHWKHUHDOVXFFHVVRIOHDQLPSOHPHQWDWLRQDQGHQGXSDVOHDQFRVPHWLF$QRWKHU
FKDOOHQJHH[SHULHQFHGE\WKHSXEOLFVHFWRULVLQWKHDVSHFWRIPDQDJLQJUHVRXUFHVIRUDQHZFKDQJHSURJUDPEHFDXVH
RIWKHLQDELOLW\RIWKHPDQDJHUVZKRDUHODFNLQJRIVNLOOVH[SHULHQFHVDQGWKHULJKWPLQGVHWWRDGRSWWKHDSSURDFK
%KDWLD	'UHZ7KHVWURQJWRSPDQDJHPHQWFRPPLWPHQWDORQJZLWKLQYROYHPHQWRIHPSOR\HHVGXULQJWKH
LPSOHPHQWDWLRQLVQHHGHGWRGHYHORSOHDQRUJDQL]DWLRQ'DPUDWK$QRWKHULVVXHLQOHDQWUDQVIRUPDWLRQLVRQ
KRZOHDQWKLQNLQJLVWUDQVIHUUHGWRWKHRUJDQL]DWLRQ0DQDJHUVKDYHWRUHDOO\SURPRWHOHDQWKLQNLQJLQRUGHUWREXLOG
WKHOHDQFXOWXUHZKLFKLVWRFRQWLQXRXVO\LPSURYHRYHUWKHWLPH
5HVLVWDQFHIURPWKHPDQDJHPHQWDQGWKHHPSOR\HHVRFFXUVEHFDXVHWKH\ZHUHVFHSWLFDORIWKHEHQHILWDQGYDOLGLW\
RIWKHOHDQSKLORVRSK\DQGDVVXPLQJWKDWLWLVDQRWKHULPSURYHPHQWLQLWLDWLYH$OPHKDUHE	*UDKDP-RQHV
3LHUF\	5LFK,WLVDOVRVXSSRUWHGE\WKHVWXG\GRQHLQ6FRWWLVKSXEOLFVHFWRUE\5DGQRU HWDO7KH
VWXG\KLJKOLJKWVWKHIDFWRUVWKDWLQKLELWVWKHFKDQJHLQWROHDQIURPKDSSHQLQJZKLFKDUHUHVLVWDQFHWRFKDQJHIURPVWDII
DQGPDQDJHPHQWODFNRIPDQDJHPHQWFRPPLWPHQWODFNRIRZQHUVKLSODFNRIUHVRXUFHVWRLPSOHPHQWFKDQJHVDQG
VORZQDWXUDOSDFHRIFKDQJHLQSXEOLFVHFWRU7KH\IRXQGWKDWWKHNH\FKDOOHQJHGXULQJWKHHDUO\VWDJHVZDVWRHQJDJH
HYHU\RQH LQ WKH SURFHVVRI FKDQJH LQWR OHDQZKLOH WKHNH\ HOHPHQWV RI WKH VXFFHVVIXO OHDQ LPSOHPHQWDWLRQ LV WKH
FRPPLWPHQWIURPWKHPDQDJHPHQW,WZLOOEHGLIILFXOWWRHQJDJHWKHVWDIIVLQWKHSURFHVVLIWKH\UHVLVWWRWKHFKDQJH
)XUWKHUPRUHWKHRUJDQL]DWLRQUHTXLUHVDQDELOLW\WRGHDOZLWKFKDQJHDUHFHSWLYHFXOWXUHDQGNQRZOHGJHWKDWFRXOG
GULYHLPSURYHPHQW5DGQRUHWDO7KHIRFXVRQPDQDJLQJFXOWXUHVKRXOGEHJLYHQLQRUGHUWRGHYHORSWKHOHDQ
FXOWXUHRIDFFHSWLQJFKDQJHDQGKDYLQJWKHPLQGVHWWRGRFRQWLQXRXVLPSURYHPHQWIRUWKHRUJDQL]DWLRQ6LQFHPRVW
RIWKHFKDOOHQJHVDQGSUREOHPVDUHUHODWHGWRFKDQJHWKHUHIRUHWKHFKDQJHPDQDJHPHQWLVUHTXLUHGLQRUGHUWRSURSHUO\
SODQIRUFKDQJHDQGPDQDJHWKHEDUULHUVWKDWDUHFRPLQJIURPWKHUHVLVWDQFHWRFKDQJHGXULQJWKHHDUO\VWDJHV
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&KDQJHPDQDJHPHQW

0DQDJLQJ FKDQJHV UHTXLUHV DPDQDJHPHQW WKDW LV FRPSHWHQW DQGKDYH WKHNQRZOHGJHRI FKDQJHPDQDJHPHQW
&KDQJHPDQDJHPHQWLVRQHRIWKHNH\GLVFLSOLQHVUHTXLUHGWRPDNHFKDQJHKDSSHQLQZKLFKLQYROYHWKHSURFHVVRI
SODQQLQJIRUFKDQJHPDQDJLQJFKDQJHDQGUHLQIRUFLQJFKDQJH&UHDVH\&KDQJHPDQDJHPHQWLVGHILQHGDV³D
VWUXFWXUHGDSSURDFKWRWUDQVLWLRQLQJLQGLYLGXDOVWHDPVDQGRUJDQL]DWLRQIURPDFXUUHQWVWDWHWRDGHVLUHGIXWXUHVWDWH
WRIXOILOYLVLRQDQGVWUDWHJ\´LQZKLFKDLPHGWRHQVXUHWKDWFKDQJHLVEHHQHPEUDFHGDQGDFFHSWHG+XPDQ5HVRXUFHV
'HSDUWPHQW&KDQJHPDQDJHPHQW LVXVHG WRPDQDJH WKHSHRSOHVLGHRIFKDQJH LQRUGHU WRPDNH WUDQVLWLRQ
VXFFHVVIXOE\XWLOL]LQJRUJDQL]DWLRQDOWRROVVXFKDVFKDQJHPRGHOWUDLQLQJFRPPXQLFDWLRQDQGFRDFKLQJ&UHDVH\
7UDQVIRUPDWLRQWRZDUGVOHDQXVXDOO\HQWDLOVDUDGLFDOFKDQJHLQWKHVWUDWHJ\VWUXFWXUHDQGWHFKQLFDODVSHFWDQG
WKXVWKHXQGHUVWDQGLQJRQKRZWRGHDOZLWKWKRVHFKDQJHVLVUHTXLUHGIRUDVXFFHVVIXOOHDQLPSOHPHQWDWLRQ$KPDG

3DVWOLWHUDWXUHVKDGGLVFXVVHGWKHSUREOHPVLQFKDQJHLQWROHDQLQZKLFKUHTXLUHVDSURSHUFKDQJHPDQDJHPHQWWR
RYHUFRPH WKH SUREOHPV HVSHFLDOO\ RQ WKH UHVLVWDQFH WR FKDQJH 3HRSOH UHVLVW FKDQJH EHFDXVH WKH\ IHHO PRUH
FRPIRUWDEOHDQGVHFXUHGEHLQJLQWKHLULPPHGLDWHHQYLURQPHQW7KHPDLQUHDVRQLVGXHWRWKHLULQGLYLGXDOUHVLVWDQFH
ZKLFKLVIHDURIWKHXQNQRZQEHOLHIWKDWFKDQJHLVQRWJRRGWRWKHRUJDQL]DWLRQDQGIHDURIORVLQJVRPHWKLQJYDOXH
5REELQ'HFHQ]R	&RXOWHU$FKDQJHSURJUDPPHVKRXOGGHYHORSWKHWUXVWE\UHPRYLQJWKHDQ[LHW\DQGIHDU
DPRQJWKHHPSOR\HHV6LQFHWKHFKDQJHSURFHVVZLOOEHWLPHFRQVXPLQJDQGULVN\DYLJLODQWSUHSDUDWLRQLVUHTXLUHG
WRHQKDQFHWKHSURFHVV%ULVVRQ%DQNV
&KDQJHPDQDJHPHQW LV QHHGHG LQ LPSOHPHQWLQJ OHDQ 0RWZDQL &KDQJH LQWR OHDQ LV QRW MXVW DERXW WKH
WHFKQLFDO SURFHVV EXW LW LV PRUH DERXWPDQDJLQJ HPRWLRQ EHKDYLRXU DQG SROLWLFDO SURFHVV GXULQJ OHDQ WUDQVLWLRQ
$WNLQVRQ$FFRUGLQJWR$WNLQVRQDQG1LFKROOVLQUHFHQW\HDUVPDQ\FKDQJHSURJUDPVIDLOHGGXHWR
WKHPLQGVHWWKDWLVDOZD\VSHVVLPLVWWRZDUGVDQHZLQLWLDWLYHZKLFKOHGLQWRDQDWWLWXGHWRUHVLVWFKDQJH6LQFHWKH
FKDQJHZLOOQRWZRUNZLWKRXWWKHEDGDWWLWXGHWREHFKDQJHGILUVWLWLVVXJJHVWHGWKDWWKHIRFXVVKRXOGEHJLYHQRQ
FKDQJLQJ WKH DWWLWXGH DQGPLQGVHW LQZKLFK FRXOG EH GRQH E\ WRS OHDGHUVZRUNLQJZLWK WKH WHDP WR GHYHORS DQ
XQGHUVWDQGDEOHSODQIRULPSOHPHQWLQJFKDQJH$WNLQVRQ	1LFKROOV)DLOWRSODQIRUFKDQJHDQGPDQDJHWKH
FKDQJHZLOOFDXVHDIDLOXUHLQOHDQLPSOHPHQWDWLRQ$WNLQVRQ$FRQFHSWXDOIUDPHZRUNZLOOEHGHYHORSHGWR
JXLGHVHUYLFHRUJDQL]DWLRQVWRPDQDJHFKDQJHLQWROHDQ$QH[LVWLQJWKHRUHWLFDOFKDQJHPRGHOZLOOEHUHIHUUHGDVD
EDVLVRIFKDQJHPDQDJHPHQWLQWKHSURSRVHGIUDPHZRUN

4.1 Change model 
7KHFKDQJHPRGHOVDUHGHYHORSHGWRJXLGHDQGDVVLVWWKHRUJDQL]DWLRQLQPDQDJLQJFKDQJH%ULVVRQ%DQNV
$FFRUGLQJWR%ULVVRQ%DQNVFKDQJHPRGHORIWHQQHJOHFWVWKHQHFHVVDU\WUDQVLWLRQWRRFFXUZLWKLQLQGLYLGXDOV
WKURXJKRXWWKHRUJDQL]DWLRQ,WLVQHFHVVDU\IRUDQRUJDQL]DWLRQWRIDFLOLWDWHDQGPDQDJHWKHFKDQJHSURFHVVHVVLQFH
OHDQVXFFHVVGHSHQGVRQFRQWLQXRXVFKDQJHSHUIRUPE\RUJDQL]DWLRQHLWKHULWLVVPDOORUODUJHFKDQJH%UlQQPDUN	
%HQQ$QRUJDQL]DWLRQWKDWKDVDSSURSULDWHFKDQJHVWUDWHJ\DQGSURPRWHVFRQGXFLYHFXOWXUHZLOOSHUIRUPEHWWHU
DQGJDLQVXFFHVVLQOHDQLPSOHPHQWDWLRQ%KDVLQ7REHFRPHVXFFHVVIXOLQWKHFKDQJHSURJUDPDQRUJDQL]DWLRQ
VKRXOGDVVLPLODWHWUDQVLWLRQVLQWKHLUFKDQJHPRGHO%ULVVRQ%DQNV7KH&KDQJH0DQDJHPHQW0RGHOZKLFK
LV /HZLQ¶V &KDQJH0DQDJHPHQW0RGHO ZLOO EH UHYLHZHG DQG UHIHUUHG DV D EDVLV RI WKH IUDPHZRUN WKDW ZLOO EH
GHYHORSHGODWHU
4.1.1 Lewin’s model 

.XUW/HZLQGHYHORSHGDFKDQJHPRGHOLQWKDWFRQVLVWRIWKUHHVWDJHVZKLFKDUHXQIUHH]LQJFKDQJLQJPRYLQJ
DQGUHIUHH]LQJ%ULVVRQ%DQNV8QIUHH]LQJLQYROYHVWKHGLVWULEXWLQJDQGEDODQFLQJWKHVRFLDOIRUFHVWRLQFUHDVH
WKHDFFHSWDQFHWRZDUGVQHFHVVDU\FKDQJH=DQG	6RUHQVHQ'XULQJWKHXQIUHH]LQJVWDJHWKHQHHGVIRUWKH
SURSRVHG FKDQJH VKRXOG EH H[SODLQHG H[SUHVVHG DQG DQQRXQFHG FOHDUO\ :RRGDOO  7KH VKLIWLQJ IURP
HTXLOLEULXP WRDQHZ OHYHORFFXUUHG LQ WKHPRYLQJVWDJH =DQG	6RUHQVHQ'XULQJ WKLV WUDQVLWLRQSHULRG
SHRSOHH[SHULHQFHYDULRXVVWDJHVRIUHVLVWDQFHDQGHPRWLRQVXFKDVGHQLDODQJHUDEDQGRQPHQWDQGDGMXVWPHQWEHIRUH
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WKHUHDUHIXOO\DFFHSWLQJFKDQJH:RRGDOO.ULWVRQLVKDVRXWOLQHGWKUHHQHFHVVDU\DFWLRQVWREHGRQH
GXULQJWKHFKDQJLQJVWDJHZKLFKDUHFRQYLQFLQJWKHHPSOR\HHVWKDWWKHH[LVWLQJFRQGLWLRQLVQRORQJHUDSSURSULDWH
ZRUNLQJWRJHWKHULQREWDLQLQJQHZLQIRUPDWLRQDQGFRQQHFWLQJWKHJURXSYLHZZLWKWKHVXSSRUWLYHOHDGHU5HIUHH]LQJ
VWDJHUHTXLUHVVWDELOL]LQJDQGPDLQWDLQLQJWKHQHZHTXLOLEULXP=DQG	6RUHQVHQ7KLVVWDJHRFFXUVZKHQWKH
SHRSOHFDQDFFHSWWKHFKDQJHDQGVWDUWZRUNLQJXVLQJQHZZD\VDQGPHWKRGLQDVWDEOHRUJDQL]DWLRQ%ULVVRQ%DQNV
,Q WKLVVWDJH LQVWLWXWLRQDOL]LQJDQGUHLQIRUFLQJQHZSURFHVVFRXOGEHGRQHWKURXJKSURFHGXUHVDQGSROLFLHV
.ULWVRQLV)URPWKHDERYHGLVFXVVLRQWKHDXWKRUEHOLHYHVWKDWDOOWKUHHVWDJHVDUHVWUDLJKWIRUZDUGVWDJHVRI
FKDQJHWKDWLVLPSRUWDQWWREHIROORZHGLQDQ\FKDQJHSURFHVV7KHXQIUHH]LQJVWDJHUHTXLUHVDQRUJDQL]DWLRQWRKHOS
WKHSHRSOHWROHDYHWKHLUROGZD\VE\UHGXFLQJWKHIRUFHVWKDWPDLQWDLQLQJWKHLUFXUUHQWVWDWXVTXR7KLVFDQEHGRQH
E\VKRZLQJWKHSUREOHPVRIXVLQJWKHFXUUHQWZD\VDQGZK\WKHFKDQJHLVQHHGHG7KHVHFRQGVWDJHZKLFKLVPRYLQJ
RUDOVRFDOOHGWUDQVLWLRQLVWKHSKDVHZKHUHWKHRUJDQL]DWLRQPRYHIURPWKHFXUUHQWVWDWHWRWKHQHZZD\VRIZRUNLQJ
LQZKLFKZLOOLQYROYHUHVLVWDQWIURPWKHSHRSOH7KHODVWSKDVHZKLFKLVIUHH]LQJRUUHIUHH]LQJLVWRUHLQIRUFHFKDQJH
PDNHWKHFKDQJHVWLFNVDQGORFNWKHQHZFXOWXUHVRWKDWWKHLPSOHPHQWDWLRQFRQWLQXHV7KLVFDQEHGRQHE\JLYLQJ
FRQWLQXRXV VXSSRUW PRWLYDWLRQ DQG UHZDUGV DQG FDQ DOVR WUDQVODWH WKH QHZZD\V RI ZRUNLQJ LQWR QHZ VWDQGDUG
RSHUDWLQJSURFHGXUH

&RQFHSWXDOIUDPHZRUN

7KHIUDPHZRUNVKRZVWKHLPSRUWDQWHOHPHQWUHTXLUHGIRUWUDQVLWLRQIURPH[LVWLQJRUFRQYHQWLRQDOVHUYLFHRSHUDWLRQ
WRZDUGV OHDQPDQDJHPHQW LQ VHUYLFH RSHUDWLRQZKLFK LV FKDQJHPDQDJHPHQW &KDQJHPDQDJHPHQW LV QHHGHG LQ
PDQDJLQJFKDQJHGXULQJOHDQWUDQVLWLRQWRDVVLVWLQGLYLGXDOVWKDWKDYHLPSDFWHGE\FKDQJHXVLQJDV\VWHPDWLFDSSURDFK
E\DGGUHVVLQJWKHUHVLVWDQFHSURYLGHVXSSRUWDQGGHYHORS WKHUHTXLUHGNQRZOHGJH WR LPSOHPHQWFKDQJH/HZLQ¶V
&KDQJH0DQDJHPHQW0RGHOZLOOEHLQFRUSRUDWHGLQWKHSURSRVHGIUDPHZRUNDQGZLOOEHXVHGDVDJXLGHLQFKDQJH
PDQDJHPHQWDVSHFWV7KHUHDVRQZK\WKLVPRGHOKDVEHHQFKRVHQLVEHFDXVH/HZLQSURSRVHGRQO\WKHPDMRUVWDJH
ZLWKWKHVLPSOHJXLGDQFHDQGQRWUHVWULFWWKHLPSOHPHQWHUWRIROORZFHUWDLQGHWDLOVWHSV7KLVZLOODOORZHYHU\RQHZKR
QHHGVDJXLGHLQFKDQJHPDQDJHPHQWWRXVHLWDFFRUGLQJWRWKHLUFKDQJHFRQGLWLRQDQGVXLWWKHLUQHHG&KDQJLQJLQWR
OHDQ UHTXLUHVDFKDQJH LQ WHFKQRORJ\DQGHVSHFLDOO\ WKHFKDQJH LQSHRSOH LQZKLFK ODUJHO\ LQYROYHVEHKDYLRUDQG
DWWLWXGHDQG/HZLQ¶VPRGHOFRQFHUQZLWKWKHSURFHVVRIFKDQJLQJWKHEHKDYLRURILQGLYLGXDOJURXSRURUJDQL]DWLRQ
$V VKRZQ LQ )LJ  WKLV IUDPHZRUN LV GLYLGHG LQWR WKUHHPDLQ VWDJHVZKLFK DUH FRQYHQWLRQDO VHUYLFH RSHUDWLRQ
WUDQVLWLRQDQGOHDQVHUYLFHLPSOHPHQWDWLRQ7KLVLVLQDFFRUGDQFHZLWKWKUHHVWDJHVE\.XUW/HZLQLQZKLFKFDQEH
XVHGWRJXLGHHDFKVWDJHRIWKHIUDPHZRUNLQDSSO\LQJOHDQVHUYLFH7KHUHVLVWDQFHDOZD\VRFFXUVDWWKHEHJLQQLQJRI
FKDQJHSURFHVVDQGXVXDOO\RFFXUVGXULQJWKHWUDQVLWLRQIURPFXUUHQWZD\VWRWKHQHZZD\VWKXVLWLVLPSRUWDQWWR
IRFXVRQPDQDJLQJWKHFKDQJHGXULQJWKHVHFRQGVWDJHZKLFKLVWKHPRYLQJFKDQJLQJVWDJH%HVLGHVWKHVXFFHVVIXO
DQG WKH VXVWDLQDELOLW\ RI OHDQ LPSOHPHQWDWLRQ GHSHQG RQ FRQWLQXRXV FRPPLWPHQW IURP WKHPDQDJHPHQW DQG WKH
LQYROYHPHQWIURPHPSOR\HHVDORQJWKHLPSOHPHQWDWLRQSURFHVV

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)LJ&RQFHSWXDO)UDPHZRUN

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
&RQFOXVLRQ

0DQDJLQJ WKHFKDQJH LQ WUDQVLWLRQ WR OHDQ LVYHU\ LPSRUWDQW)RU DQRUJDQL]DWLRQ WRFKDQJH IURPFRQYHQWLRQDO
SUDFWLFHWROHDQLWH[SHULHQFHVWKHWUDQVLWLRQSKDVH,PSOHPHQWDWLRQRIOHDQUHTXLUHVWKHWUDQVLWLRQSKDVHWRSUHSDUH
HYHU\RQHWRXQGHUVWDQGDQGDFFHSWFKDQJHWROHDQEHIRUHFDQIXOO\LPSOHPHQWOHDQDVDQHZZD\RIZRUNLQJ,WLVZK\
WKHFKDQJHPDQDJHPHQWLVQHHGHGWRPDQDJHWKHWUDQVLWLRQWROHDQ&KDQJHPDQDJHPHQWLVXVHGWRPDQDJHWKHSHRSOH
VLGHRIFKDQJHLQRUGHUWRPDNHWUDQVLWLRQVXFFHVVIXO:LWKRXWDSURSHUFKDQJHPDQDJHPHQWFDQOHDGWRDIDLOXUHLQ
OHDQ LPSOHPHQWDWLRQ7KHSUREOHPLQ WUDQVLWLRQ LVSHRSOHKDUG WRDFFHSWFKDQJH0DQDJHUVKDYH WRRYHUFRPHWKDW
VLWXDWLRQDQGZLWKWKHULJKWPDQDJHPHQWSHRSOHZLOODFFHSWWKHFKDQJH$FKDQJHSURJUDPVKRXOGVWDUWZLWKSUHSDULQJ
HYHU\RQH WR JHW UHDG\ WR DFFHSW FKDQJH E\ JLYLQJ DZDUHQHVV DQG NQRZOHGJH $ IXOORXW DVVHVVPHQW VKRXOG EH
SHUIRUPHGDQGFOHDUO\H[SODLQWRHYHU\RQHDERXWWKHSUREOHPVDQGZKDWQHHGWREHGRQH7KHFKDQJHSURJUDPVKRXOG
LQYROYHSDUWLFLSDWLRQ IURPHPSOR\HHV DQG WKH FRPPLWPHQW IURP WKH WRSPDQDJHPHQW WKURXJKRXW WKHSURFHVV%\
PDQDJLQJWKHLVVXHLQFKDQJHDQGSUHSDULQJDFRPSOHWHFKDQJHSURJUDPFDQKHOSLQHQVXULQJWKHOHDQLPSOHPHQWDWLRQ
SURFHVVLQVHUYLFHVHFWRUPRYHVPRRWKO\DQGVXFFHVVIXO

$FNQRZOHGJHPHQWV
7KH DXWKRU ZRXOG OLNH WR WKDQN JRYHUQPHQW RI 0DOD\VLD IRU WKH ILQDQFLDO IXQGLQJ RI WKH UHVHDUFK WKURXJK
0\%UDLQ7KHDXWKRUZRXOGDOVRDFNQRZOHGJHWKHVXSSRUWJLYHQE\0DOD\VLD3URGXFWLYLW\&RUSRUDWLRQ03&DQG
DSSUHFLDWHWKHYDOXDEOHLQVLJKWIURPWKH03&¶VHQLRUFRQVXOWDQW1LN)DL]DO1LN$KPDGUHJDUGLQJOHDQPDQDJHPHQW
LPSOHPHQWDWLRQLQ0DOD\VLDQSXEOLFVHUYLFHV
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